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R #72

A support team handles a high volume of chat interactions and needs a solution to provide quick, relevant responses to customer
mquiries.

Responses must be grounded in the organization's knowledge base to maintain consistency and accuracy.

Which feature in Einstein for Service should the support team use?

¢ A Einstein Service Replies
¢ B. Einstein Reply Recommendations

e C. Einstein Knowledge Recommendations
EfE: B
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fEERA -

The support team should useEinstein Reply Recommendationsto provide quick, relevant responses to customer inquiries that are
grounded in the organization's knowledge base. This feature leverages Al to recommend accurate and consistent replies based on
historical interactions and the knowledge stored in the system, ensuring that responses are aligned with organizational standards.

* Emnstein Service Replies(Option A) is focused on generating replies but doesn't have the same emphasis on grounding responses in
the knowledge base.

* Emnstein Knowledge Recommendations(Option C) suggests knowledge articles to agents, which is more about assisting the agent
in finding relevant articles than providing automated or Al-generated responses to customers.

Salesforce Al Specialist References:For more information on Einstein Reply Recommendations:https://help.

salesforce.convs/article View?id=sfeinstein reply recommendations_overview.htm

HE#73
Universal Containers wants support agents to use Agentforce to ask questions about its product tutorials and product guides.
‘What should the Al Specialist do to meet this requirement?

¢ A. Add an Answer Questions custom field in the product object for tutorial instructions.
¢ B. Create a prompt template for product tutorials and guides.
¢ (. Publish product tutorials and guides as Knowledge articles.

EfE: C

A -

* Context of the QuestionUniversal Containers (UC) wants its support agents to use Agentforce to ask questions about product
tutorials and product guides. Agentforce typically references knowledge sources to provide accurate and contextual responses.

* Why Knowledge Articles?

* Centralized Repository: Publishing product tutorials and guides as Knowledge articles in Salesforce ensures that the information is
readily available and searchable by Agentforce.

* Al Integration: Salesforce's Al solutions, including Agentforce, can often be configured to pull content directly from Salesforce
Knowledge articles, giving users on-demand answers without manual data duplication.

* Maintenance & Updates: Storing content in Salesforce Knowledge simplifies content updates, versioning, and user permissions.

* Why Not the Other Options?

* Option A (Create a Prompt Template): Creating a pronpt template alone does not solve how the underlying content (tutorials,
guides) is stored or accessed by Agentforce. Prompt templates shape the queries/responses but do not provide the knowledge base.
* Option B (Add an Answer Questions Custom Field): A single field on the product object is insufficient for the depth of information
found in tutorials and guides. It also lacks the robust search and user-friendly interface that Knowledge articles provide.

* ConclusionTo ensure Agentforce can effectively retrieve and deliver accurate information about products, publishing product
tutorials and guides as Knowledge articlesis the recommended approach.

Salesforce Al Specialist References & Documents

* Salesforce Documentation:Set Up Salesforce KnowledgeDiscusses how to publish articles for easy access by Al-driven assistants
and support tears.

* Salesforce Al Specialist Study GuideExplains best practices for feeding knowledge sources to generative Al and Agentforce.

R #74

An Al Specialist turned on Einstein Generative Al in Setup. Now, the Al Specialist would like to create custom prompt tenplates in
Prompt Builder. However, they cannot access Prompt Builder in the Setup menu

What is causing the problem?

e A. The Prompt Template Manager permission set was not assigned correctly.
e B. The Prompt Template User permission set was not assigned correctly.
e C. The large language model (LLM) was not configured correctly in Data Cloud.

A -

In order to access and create custom prompt tenplates inPrompt Builder, the Al Specialist must have the Prompt Template
Managerpermission set assigned. Without this permission, they will not be able to access Prompt Builderin the Setup menu, even
thoughEinstein Generative Alis enabled.

* Option Bis correct because thePrompt Template Managerpermission set is required to usePrompt Builder.

* Option A(Prompt Template User permission set) is incorrect because this permission allows users to use prompts, but not create



or manage them.

* Option C(LLM configuration in Data Cloud) is unrelated to the ability to accessPrompt Builder.
References:

* Salesforce Prompt Builder Permissions:https:/help.salesforce.conmys/article View?id=sf.
prompt_builder permissions.htm

HE#75

Universal Containers wants to utilize Einstein for Sales to help sales reps reach their sales quotas by providing Al-generated plans
containing guidance and steps for closing deals.

Which feature should the Al Specialist recommend to the sales team?

e A Create Account Plan
e B. Create Close Plan
e C. Find Similar Deals

Ef#: B

A -

The "Create Close Plan" feature is designed to help sales reps by providing Al-generated strategies and steps specifically focused on
closing deals. This feature leverages Al to analyze the current state of opportunities and generate a plan that outlines the actions,
timelines, and key steps required to move deals toward closure. It aligns directly with the sales tean's need to meet quotas by
offering actionable insights and structured plans.

Find Similar Deals (Option A) helps sales reps discover opportunities similar to their current deals but doesn't offer a plan for
closing.

Create Account Plan (Option B) focuses on long-term strategies for managing accounts, which might include customer engagement
and retention, but doesn't focus on deal closure.

Salesforce Al Specialist Reference:

For more nformation on using Al for sales, visit: httpsz/help.salesforce.convs/article View?id=sf.einstein_for sales overview.htm

E #76

Universal Containers (UC) is looking to improve its sales team's productivity by providing real-time mnsights and recommendations
during customer interactions.

Why should UC consider using Agentforce Sales Agent?

¢ A To streamline the sales process and increase conversion rates
¢ B. To automate the entire sales process for maximum efficiency
e C. To track customer interactions for future analysis

EE: A

R 2

Agentforce Sales Agent provides real-time insights and Al-powered recommendations, which are designed to streamiline the sales
process and help sales representatives focus on key tasks to increase conversion rates.

It offers features like lead scoring, opportunity prioritization, and proactive recommendations, ensuring that sales teams can interact
with customers efficiently and close deals faster.

* Option A: While tracking custommer interactions is beneficial, it is only part of the broader capabilities offered by Agentforce Sales
Agent and is not the primary objective for improving real-time productivity.

* Option B: Agentforce Sales Agent does not automate the entire sales process but provides actionable recommendations to assist
the sales team

* Option C: This aligns with the tool's core purpose of enhancing productivity and driving sales success.
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